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ORGANIZATION DEVELOPMENT
three
Management Development I
Classes to begin in early 1993 ...

four
"Job Rotation" experiment is
really a successful job enrich
ment opportunity...

five
Academic Apprentices
learn on the job...

f employees are the
strength of an organiza
tion, it stands to reason
that the more a compa
ny develops its
employees, the stronger the com
pany will be as a result. Strong
individuals working together.
make a strong team. Strong
teams working together make a
strong organization.
Motivated by a strong desire
to succeed in the highly competi
tive environment of health care
management and delivery, Blue
Cross and Blue Shield of Florida
is taking development - indi
vidual, group and organization
- seriously.
Very seriously.
"In light of the many chal
lenges facing us, we are deter
mined to provide all the tools
our employees need to help
them and the company suc
ceed," says George Cassady, vice
president of Organization
Development. "Our rapidly
changing industry, the changing
needs of society, and the chang
ing nature of the workforce
demand that we respond with
appropriate developmental
opportunities for our employees."
For more than a decade, the
company has had as one of its
corporate objectives the goal of
organizational effectiveness.
This says BCBSF will "develop
and maintain an effective, highly
motivated and productive orga
nization."
Organizational effectiveness
starts with the individual.
"The individual is at the heart
of all our development pro
grams," says Cassady.
'1ncreasing a person's awareness
of his or her own learning oppor-

George Cassady and OD&T's Sophonia White review plans for the Management
Development series. This comprehensive program is designed to increase organiza
tion efficiency by offering employees opportunities to learn core management and
leadership skills. See story on Page 3.

tunities, personality type, and
management or leadership skills
is the first step toward our goal
of organizational improvement."
At BCBSF, this individual
development often takes place in
a group setting, usually with a
cross section of other employees
from the same peer group.
"While we want individuals to
understand themselves and their
own strengths better," says
Cassady, "we also want individ
uals to better understand the dif
ferent styles other individuals in
their group may have. In any
group of employees, you will
find individuals who bring vast
ly different skills, experiences
and strengths to the table."
Learning from each other and
building on these individual

strengths and skills is key to
effective group development.
''The elements that help us
succeed individually are even
more critical at a group level,"
says Cassady. "It's not enough to
be knowledgeable, skilled, moti
vated and enthusiastic. You
must also be able to interact suc
cessfully with others, to share
your knowledge and skills, to
participate fully in the group
process, if you are to effect orga
nizational improvement."
Inherent to organizational
improvement is a broader
understanding and acceptance of
the company's participative phi
losophy, introduced to the orga
nization in 1979. It's organized
around six disciplines and four
continued on page 2
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Individual Development
Opportunities

key competencies necessary to successfully "man
age managers." Call Sophonia White at 791-8237
for more information.
• MD III offers development by providing partici
Below is a list of some development opportunities pants opportunities to apply general management
offered by BCBSFs Human Resources Division to concepts and principles to business issues in a
workshop environment. Call Deedra Stephens at
employees. A brief description of each class or
seminar follows. There is also a number to contact 791-6035 for more information.
for more information. Your department or division
Business Skills Development Series
may also offer special classes or training. See your
The Business Skills Development workshops are
designed to provide the skill and knowledge nec
manager for more details.
Orientation program -- Classes are offered at least essary for overall professional competency. These
once a month, more often as needed (when there
programs are designed for professionals, supervi
sors and managers. Call Michael Legan at 791are a large number of new hires, for example).
Class runs all day, provides a comprehensive
6401 for more information.
• Behavioral Interviewing - Provides participants
overview of the company's history (where we've
been) vision (where we're going), business (prod with the interviewing skills that will help them
ucts, competitors, organizational structure, and an find the right person for the right job.
explanation of managed care) mission (who we
• Business Writing Skills - Helps people write
are), and values (what we believe and how we
more effectively by stressing clarity, organization,
brevity and image.
behave.) Designed for new employees, recom
mended for existing employees. A great introduc • Conflict Resolution-Teaches people to use a
"win-win" negotiation approach and effectively
tory class. Call Sophonia White at 791-8237.
Management Development series -- MD I, MD II,
manage conflict situations.
MD III Management Development I provides
• Decision Making/Problem Solving - Helps people
differentiate between decision making and prob
managers and leaders with the basic managerial,
lem solving and learn how to use both techniques
interpersonal and technical competencies.Call
Michael Legan at 791-6401 for more information.
on the job.
• MD II builds upon MD I to provide managers
• Innovation -Demonstrates how to be creative
continued on page 3
and leaders with an in-depth understanding of

for your information
and inventive within the organizational structure.
Focuses on the process of bringing about change
from the accepted way of doing things to new
ways of doing things.
• Meeting Management - Offers practical guide
lines that make business meetings more productive.
• Project Management - Teaches people how to
plan, organize and manage projects successfully.
Covers the major skills of planning, organizing,
implementing and controlling.
• Successful Presentation Skills - Helps people
develop oral presentation skills, including image,
preparation, verbal and non-verbal strategies, and
evaluation.
• Time Management - Helps participants
improve their planning, prioritizing, delegation
and decision-making skills.
Other Developmental Opportunities ...
The company also has a tuition reimbursement
program for regular, full-time active employees
who are interested in pursuing college-level study
at an accredited public or private school.
Employees may enroll in a work-related course of
study or in a course curriculum leading to a work
related certificate or degree. Reimbursement is

Developing
Managers
and Leaders
The Organizational
Development and Training
Department will be taking a very
strategic approach to developing
future managers and leaders.
'We've developed three courses
that we're calling the manage
ment development series," says
Michael Legan, Program
Manager. ''You can think of
them as building blocks: each
builds on the one before it.
Called MD I, MD II and MD III,
the series helps provide the core
concepts and training BCBSF
managers need to be successful."
Training for Management
Development I begins in early
1993, says Legan.
''The Management Develop
ment I Course develops and
build skills in three primary
areas: management, interperson
al relationships and technical
abilities," says Legan "It's an
excellent course for anyone who
supervises others."
The target audience for the
initial phase of development are
an estimated 300 employees
who currently have frontline
management accountabilities.
The course is designed to help

based on the cost of tuition, lab fees, required
books and the grade received by the student. For
more information and for the required forms, call
Anita Rodgers at 791-6013. ■

could you be a
manager?
Here is a list of traits that employees
ought to have if they want to be pro
moted to manager, say Human
Resource experts:
Employees must
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• Want to be managers because
they're comfortable in the position,
not just for money or power.
• Ba able to ease stress for them
selves and subordinates.
• Trust their own judgment enough
to work with a minimum of feedback
from higher management.
• Ba able to handle different situa
tions well most of the time.
• Channel other people's hostility
to solve the problems at hand.

Employees can take advantage of many development
opportunities such as classes offered by OD&T.

them manage today, and it will
help prepare them for expanded
management roles in the future.
The course is 23 days in
length and includes training in
three major areas: management,
interpersonal skills and techni
cal skills.
* The Management component
is a 12-day unit. It covers the
core management activities:
planning, staffing, organizing,
leading and controlling.
* The Interpersonal component
is a 3-day unit. Built around the
Zenger-Miller Frontline
Leadership modules, it provides
a basic understanding of inter
personal skills, including con
structive feedback, getting good
information from others, getting
your ideas across, dealing with
emotional behavior and recog
nizing positive results.
* The Technical component is an
8-day unit. It features a program
developed by the Private
Business Operations area. That
program, called PEP
(Performance Education
Program) includes the building
blocks of business management,
essential mathematics, introduc
tory statistics and other busi
ness-related modules.
'We can customize the course
to meet the needs of various
business groups," says Legan.

"For example, the Zenger-Miller
modules have been available to
some frontline managers and
leaders in the recent past, so
participants may not want to
repeat that module. And the
PEP course, designed to meet
the needs of PBO, may not meet
the needs of our other client
groups. The Management
Development programs can
accommodate your group's par
ticular needs."
Basically, says Legan, the pro
gram has been designed to pro
vide a solid foundation in
managerial and leadership
responsibilities, tailored, of
course, to the BCBSF way. For
this reason, he expects heavy
participation. 'We think new
and long-time managers will
find this program rewarding
because it's so comprehensive."
Two pilot programs were
conducted in PBO and classes
graduated in November and
December. A pilot is also being
conducted for the Orlando/
Tampa regional offices.
For more information, super
visors, managers and directors
should contact Michael Legan in
the Organization Development
and Training Department at
791-6401. ■

gaining respect
through managing
Here are six managing tips for winning
respect and loyalty from those who
work with you -withoot using meth
ods that instill fear and resentment.
• Demonstrate the work ethic you
expect from others. Lead by example.
If you expect your workers to work
hard, you should be at least as dedi
cated.
• Ba evenhanded. Don't play
favorites among subordinates.
• Set high ethical and moral stan
dards, and live up to them conspicu
ously. That wi II send a clear message
to others about the level of perfor
mance you expect.
• Don't grandstand. Refrain from
lecturing, praising or humiliating
employees in public.
your word. It's wiser
to underpromise and overdeliver than
vice versa.
• Share the spotlight. Don't hog
the credit for every bright idea that
comes from your work group. Give
credit where credit is due, and much
of it will reflect back on you.
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Now That·s A
Switch

opportunities for
improvement
In the September issue of communi
cations briefings, a monthly idea
source for decision makers, readers
were asked two questions:
1) What do I wish I had learned but never did?
2) What are some of the things that should be taught now -that
might be needed 10 to 15 years
from now?
In answering the first question,
readers emphasized five areas. They
said they wished they had learned
how to:
• Speak at least one language,
preferably two.
• Understand and use computers
effectively.
• Have good presentation and writ
ing skills.
• Deal with employee problems.
• Understand how the world econo
my works.
The answers to the second ques
tion were far more interesting. Many,
however, underscored some of the
areas noted in the first question especially foreign language skills,
computer proficiency and the need to
compete in a global economy.
But some took a different approach
-looking at the need to improve
how we function as human beings.
Here are some of the responses:
• "Envisioning your future in the
workplace -where you want to be,
how you want to get there. Although
we receive the message to do that,
we are not taught how to go about
that process. We are not taught how
to project our thoughts and minds
very far into the future."
• "Goal setting and positive thinking
need to be formally taught and
stressed. The world will continue to
send negative messages... "

continued an page 5...
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You called Jeanne Dorman, Field
Representative, Northeast
Region, but you got Karen Earle,
Product Manage�Program
Management. You called Karen
Earle, but you got Jeanne
Dorman. No, they didn't cross
wires. They switched jobs earlier
this year for a BCBSF experi
ment called "job rotation."
Barbara Benevento, Director
of Field Operations, conceived
the idea while her area was
planning for 1992 activities. She
based it on the BCBSF corporate
objective of Organizational
Effectiveness. "The company
concept is to develop people and
help them realize their potential
by providing training and
opportunities to learn about the
business," she says.
Benevento decided to test the
concept with Carl Homer, who
was then director of Program
Management. They worked with
Joan Sherfel in Human
Resources and developed a four
month pilot program that began
in early 1992.
Jeanne Dorman in Field
Operations was chosen to rotate
with Karen Earle in Program
Management because the two
departments work together
every day. Benevento says, ''We
quickly saw that job rotation is
really job enrichment because
the whole department benefits.
The incoming person has knowl
edge, skills and contacts that
provide the entire department
with a different perspective."
Dorman agrees. "I interacted
with Program Management
before, but I really didn't have a
good understanding of what
they did and how they did it. I
didn't appreciate the pressure
they are under," she says.
"By understanding how other
areas function and what they
need to do their job, I'm more
effective," says Dorman. "I
know how they operate, what
their priorities are and who has
the information I need. It broad
ens your whole scope."
Earle says, 'When I worked
on the PPS contracting program,
I interacted with many physi
cians and their office staff. Often
the work involved researching

Jeanne Dorman and Karen Earle switched jobs for four months -- and
broadened their understanding of the company in the process.
claim problems and explaining
how some of our other programs
work. I found this type of work
gratifying and enlightening. I
was very pleased to have the
opportunity to continue doing it
as the Northeast Region's field
representative.
"In addition, I hadn't had
much exposure to the HMO side
of our business, and found the
rep's position a great way to
obtain that experience."
There was another benefit,
says Earle. '1t was an opportuni-

Another example of a kind of job
rotation occurred when FCHA
Operations Manager Debbie Hall
organized her new department a
year ago. "When Blue Cross and
Blue Shield was awarded the
contract to administer the Florida
Comprehensive Health
Association (FCHA) program, we
had to staff up quickly,· says
Hall. "We recruited people from
all over the company. Their inter
est in new approaches and new
skills amazed me. We recently
put together a matrix of all the
skills our people learned with
FCHA. It was very impressive.
Before, many of them only per
formed one function.
"One of the seniors here sug
gested training modules within
our own area to help more people
develop new skills,· says Hall.
"When people learn, they become
more productive and more f lexi
ble. They own a bigger part of the
whole pie. In FCHA, we have a
real sense of ownership."

ty for me to share knowledge I
already had while acquiring
new knowledge. Job rotation
helps people become more valu
able and qualify for more oppor
tunities. They feel good about
themselves and their worth, so
they work harder. The company
benefits if people have more
skills and share new skills with
others in their department."
And how does Benevento feel
about her job rotation pilot pro
ject? "It did exactly what a pilot
project should do," she says.
''We chose two high achievers in
Jeanne and Karen, and they pre
sented us with pros and cons to
evaluate for the future. For
example, they suggested a six
month time frame instead of a
four-month time frame. And
they made suggestions about
how to deal with the loss of a
key person for a prolonged peri
od of time. And there was dis
cussion about what to do if
someone wants a permanent
transfer.
''This was a positive experi
ence," says Benevento. ''We
want to move forward to pro
vide the opportunity to more
people."
Folks in Human Resources
echo that enthusiasm. Ellen
Driscoll, Employee Relations,
says of the program participants:
"I really admire their initiative.
They developed a program that
others can use as a model.
''Employees interested in this
kind of program should meet
with their managers and discuss
the possibilities," says Driscoll.
"There may be other opportuni
ties in the future for employees
to take advantage of job rota
tions that benefit the employee,
the department and the
company."

■

in the spotlight
and the rest of the staff," says
Hill. "The students gain a lot
50
from interacting with adults.
56
And the employees who have
been around for a while have an
opportunity to share their expe
rience and knowledge with the
students," says Hill.
The young people were
recruited through work/ study
programs in their schools and
they highly recommend the pro
gram to other high school stu
dents. "It gives you on-the-job
training and you learn how to
work in an office," says Ives. "I
Students (left to right): Mindy Vann, Tammy Camp, feel more at ease going in to a
Michelle Atkinson, Christine Hunter.
business and I've been able to
improve my interviewing
skills," she says.
While money and experience
are what attracted them to the
When Manager Greg Peters and selected for full-time control
work/study programs, what
clerk positions, in National
Supervisor Johnsetta Feagin
they have enjoyed most about
Accounts and Under-65
decided last year to offer vacant
their careers so far are the peo
respectively.
positions to high school stu
ple of Blue Cross and Blue
The Academic Apprentice
dents, they knew how much the
students would benefit from
program has worked so well for Shield of Florida. "The people
were much nicer than I thought
gaining corporate experience
Under-65 Membership and
they'd be; I thought they would
and how much the company
Billing, Peters is planning to
be too busy to pay attention to
could benefit from the program. expand the program from four
What they didn't realize until
me," Ives says.
students to as many as eight
Peters feels the Academic
later was how much the long
during 1 993. The student work
Apprentice program helps the
term employees would enjoy
ers set up and sort files and cor
company attract bright and
teaching the student workers.
respondence, work that may
Direct Under-65 Membership seem routine and insignificant to energetic workers in today's
competitive job market. He also
many seasoned employees. But
and Billing's Academic
according to their current super suggests that other areas may
Apprentice Program began in
benefit from converting posi
October 1 991 with four high
visor, Sharon Hill, the students
tions to part-time student work
school students working in the
are eager to learn and perform
programs.
Front-End unit. One student left any tasks.
"The schools have been very
after graduation in the spring
Having the students perform
cooperative
and are anxious to
but the other three worked full
some of the more routine and
expand these types of pro
time through the summer.
elementary tasks frees the more
Christine Hunter has returned
experienced employees to tackle grams," says Peters. Peters is
the more complex work. But the available to share information
to work part time in Under-65
with any managers thinking of
Membership and Billing during arrangement has brought per
starting a similar program. He
sonal rewards to many of the
her senior year at Sandalwood
can be reached at 363-5267. ■
High School. And Mandarin
more seasoned employees, too.
''The interaction has been
High School graduates Jennifer
Ives and Jennifer Baxley were
very good between the students

Academic Apprentices Learn On The Job

• "Compassion needs to be taught in
schools today. The problems of the
future can only be dealt with that way."
• "We should be teaching ourselves
and others how to be better creative
and strategic thinkers."
• "I feel that we are developing a
nation of underachieving followers
instead of leaders. We need leaders to
take our nation into the next century."
• "Schools ought to teach that learn
ing is a continuous human activity... "
• "Ethics and honesty in all dealings.
There seems to be an awful lot of dis
honesty - not just on Wall Street..."

keep your eye on
training
Some experts predict that 75 percent
of today's workers must be trained or
retrained by the year 2000.
Reasons: Inadequate education
along with new and rapidly changing
technology.
Of Interest: A major metropolitan
phone company had to interview
57,000 people to find 2,000 with the
basic skills needed to qualify as tele
phore q:ierators and repa.ir people.
lmpllcatlans: Companies must be
ready lo provide large scale, in-house
trai ning and to send their workers to
comprehensive training programs pri
marily in conference centers.
Also needed: New modes of pre
sentation requiring professional and
technical planning support.
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ACTUALIZATION

You've heard the cliche: "You can't teach an
old dog new tricks." That may be OK for dogs, but it
has nothing to do with BCBSF. The company is deter
mined to prove that focused, consistent and practical
education and training classes can provide current,
new and future employees the tricks they need to be
successful. In BCBSF language, this means effective,
motivated and productive. ■

RUN, RE-RUN, MJNnoR,
EVAWATE, RECYCLE

t
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Partners Program Grows

Larry Payne, vice president of Local Group
Operations. ''High school students from six coun
ties will now have the opportunity to earn a pay
check from BCBSF and learn valuable
business skills while completing their high
school education."
The students participating in the
BCBSF' s highly successful Partners in
Achievement business education program is
advancing a degree.
In addition to expanding its award-winning on
campus program at Duval Countys Andrew
Jackson High School health magnet, BCBSF is also
recruiting students from Baker, Bradford, Clay,
Nassau, St. Johns and Duval counties to partici
pate in a satellite program to be offered at its
home office in Jacksonville.
"This new program will allow BCBSF to build
on the tremendous success achieved in partner-

understanding
young workers
With more and more younger work
ers on the job scene, managers need
to understand what turns them on
and off. Here's a list prepared by the
authors of Twenty-Something:
Managing & Motivating Today's
New Work Force.
Tum-Ons:
• Recognition and praise
• Time spent with managers
• Learning how what they're doing
now is making them more mar
ketable.
• Opportunities to learn new things.
• Fun at work - structured play,
harmless practical jokes, cartoons,
light competition and surprises.
• Small , unexpected rewards for
jobs well done.
Turn-offs
• Hearing about the past - espe
cially yours.
• Inflexibi lity about time.
• Workaholism.
• Being watched and scruti nized.
• Feeling pressure to convert to tra
ditionalist behavior.
• Disparaging comments about
their generation's tastes and style.
• Feeling disrespected.

extend a valuable business education opportunity
to students throughout Northeast Florida," says

career
survival tip

• Whan someone else gets that
promotion you wanted or the acco
lades you were hoping for from a
boss, forget it.
• Don't waste a lot of energy on
envy or hostility. Remember that
there's more success to go around.
• Be loyal to your bosses, helpful
to peers and generous to those who
report to you.
• Sam Donaldson said it well:
"Only amateurs stay angry."
Remember that today's foe may be
tomorrow's ally.

ship with the Duval County Public Schools, and

Scholarship
Winners Named
Three outstanding students have
been awarded the J. W. Herbert
and H. A. Schroder scholarships
for the 1 992-1993 academic year.

satellite program will work at BCBSF's
Jacksonville offices. There will be approximately 15 students working on a part-time
basis for $5 an hour. They will earn high school
and college credit through a dual enrollment pro
gram with Florida Community College at
Jacksonville (FCCJ.)
The Partners in Achievement program, intro
duced in September, 1991, has earned awards for
excellence in business education from the Duval
County Public Schools and the Florida
Department of Education.

■

Daniel Martin plans to study
pharmacy at Florida State
University. Daniel, the son of
Debbie Martin, manager of
Finance and Accounts Payable,
was graduated from Duncan U.
Fletcher Sr. High.

The scholarship program is
designed for college-age chil
dren of BCBSF employees.
Generally, two scholarships are
awarded to students whose aca
demic achievement, leadership
skills, school participation and
community involvement are
exemplary. As a result of the

Leslie Denise Douglas

number of highly qualified can

Leslie Douglas is the daughter of

didates this year, three award

Project Consultant Henry C.

winning students were named.

Douglas. She was graduated

They are:

from Terry Parker High School
with a 3.6 grade point average.
Leslie says she worked hard to

Michelle Tayag Dimalanta
Daughter of Norrnita T.
Dimalanta, Michelle Dimalanta
is attending the University of
North Florida to study account
ing. She'll have a jump on her
classmates, thanks to her part
time work at BCBSF. "My on
site experience with Blue Cross
and Blue Shield as an assistant
auditor has helped me know for
certain that this is the career
path I would like to foBow,"

Daniel Stephen Martin
Because he knows that "in the
future there will be an increased
need for good health care and
good health care professionals,"

says Dimalanta, who was gradu
ated magna cum laude from
Bishop Kenny High School.

make good grades in high
school so she could attend the
University of Florida to pursue
an education in business. She
balances her academic studies
with numerous extracurricular
involvements, sports and church
activities.
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